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ABSTRACT 
The purpose of this study was to determine how much the influence of  
factor variables (price, quality of service, product, switching costs, competitors  
attractiveness) on the level of customer churn in the Telkomsel prepaid card  
users. The method used to analyze the data is binary logistic regression,  
likelihood test, Cox and Snell R Square and Nagelkere R Square test, Hosmer and  
Lemeshow Goodness Of Fit test. The results showed that the factor variables  
simultaneously affect the rate of Telkomsel Prepaid Card churn, where variable  
prices, service quality and competirors attractiveness affect partially the rate of  
Telkomsel prepaid card churn.(MIK)  
Keywords: customer churn, price, quality of service, product, switching costs, the  
attractiveness of competitors.  
  
ABSTRAK 
  Tujuan dari penelitian ini adalah mengetahui seberapa besar pengaruh  
dari variabel – variabel faktor (harga, kualitas layanan, product, switching cost,  
daya tarik pesaing) terhadap tingkat customer churn pada pengguna kartu  
prabayar Telkomsel. Metode yang digunakan untuk menganalisa data adalah  
regresi logistik biner, uji likelihood, Cox and Snell R Square dan Nagelkere R  
Square, Uji Hosmer and Lemeshow’s Goodness Of Fit. Hasil penelitian  
menunjukkan bahwa variabel – variabel faktor berpengaruh secara simultan  
terhadap tingkat customer churn pada pengguna kartu prabayar Telkomsel,  
dimana variabel harga, kualitas layanan dan daya tarik pesaing berpengaruh  
secara parsial.(MIK)  
Kata Kunci:  customer churn, harga, kualitas layanan, produk, switching cost,  
daya tarik pesaing.  
